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Complaint Tracking for NC (06/01/2004-06/30/2004). Total Customer Contacts: 1 

Date of 
Compl. 

06107104 

Nature of Complaint 

Reported problem of Mica person could nd hear caileh VCO on call 
wlagent. Alter customer finished her call she asked to speak with a 
supervisor and agent hung up instead of calling the supervisor. 
Apologized to customer for the problem with the agent. Trouble ticket 
# 1001 845057 (Complaint track 3458K) was done to address the 
caileh VCO problem. No foilow up required. 

Dale of 
Resolution 
06110104 

Resolution 

informing voice person 
that call would 
automatically 
disconnect after 60 
seconds when inbound 
hangs up. 

Internal Update 
Performed 

Internal Update 
Performed 

Date Generated: Tue. Jun. 7th. 2005 @ 07:59:23 AM CT 



Complaint Tracking for NC (0710112004-0713112004). Total Customer Contacts: 2 

Date of 
Compl. 
07/03/04 

07/06/04 

Nature of Omplaint Date of Explanaimn of RBSoIum 

Customer said operator would not get the manager when 
requested. The operator kept typing number you are calling 
please. Apolwized to customer and said report would be 
Sent to appropriate person. 

Voice customer called stating she had a CA that was V ~ N  

Resolution 
07/08104 This operator number is not 

listed as one of our current 
employees on me flcar. No 
phone number listed so fuither 
investigation is not pcasible. 
CA does not remember a call 07/07/04 

Nde with loud chewing into &e microphone. When voice. 
asked question CA said the person hung up and then 
disconnected before voice could say anything. I told 
custuner this information would be forwarded to a 
supervisor when CA was working. 

where voice asked a question. If 
inbound placed a call. uxnputer 
would disconnect. CA said she 
never chews gum and know 
never to hang up but was 
coached on the importance of 

Date Generated: TUB. Jun. 7th. 2005 @ 07:58:01 AM CT 



Date of Compl. 

08/02/04 

Nature of Complaint 

Voice customers wanted to mmplain about a CA 
swearing. Cusmers also stated mat they tried 
to Qive me CA a number to dial. but that she 

08/02/04 

08/02/04 

08/04/04 

Date of Explanation of Resolution 
Resolution 
08/06/04 Apologized to the customer and said that 

the situation would be lwked into. 
Reviewed with CA. CA stated hey did not 

08/06/04 

08115/04 

Voice customers stated that lhe CA was cussing 
at them and callino mem names. 

Voice customers stated that a CA was cussing to 
them. making dercgatory comments. 

Customer stated she gave agent specific 
instructions on how to make this call. She stated 
the agent did the opposite and needed to follow 
directions because this was a very important 
call. 

TTY customer stated that he waited for ten 
minutes for a reply tom the operator. but there 
was no response. 

Complaint Tracking for NC (08/01/200408/31/2004). Total Customer Contacts: 6 

professionalism. 
Apologized to Customen. Would I& into 
situation. Met with CA. CA demonstrated 
knowledge regarding polite and 
professional Reiay protocol. 

Apologired. NO foliowup necessary due to 
agent ID not provided. 

08/05/04 

08/02/04 

08/04/04 Apologized for the inconvenience and 
staled this complaint would be fowarded 
to the appropriate supervisor. CA did not 
hear or understand the Customer to say 
"don't type the greeting'. Coached CA on 
listening closely and asking appropriate 
questions to clarify I necessary. 
CA was coached on the impoltance of 
promptness in call pmessing. 

08/06/04 

Cjstmer slatea thal operalor 2143 was .rude Io 
me" and nad 'an amhde problem * 

w i l d  not dial it 

0&17104 Apo ogzed for the inCOnven.ence ana 
thankw him for enng LS knou Operator 
ala not recall me cai howaver ~noerstoo(1 

alleged. Reviewed the 
maintaining a high degree of I 

, ~ ~ ~ ~~ . ~ ~ ~ .  
the approprkte phrases to use. I 

Date Generated: Tue. Jun. 7th. 2005 @I 07:59:48 AM CT 



late of 
h n p l .  
)9/04/04 

)9122104 

)9/29/04 

Complaint Tracking for NC (09/01/2004-09/30/2004). Total Customer Contacts: 3 

Nature of Complaint 

When the party called answared. operator typed "msg garbled" 
then typed "hello ... (silenul) person hung up. Cali was not 
completed. I hung up and called back for a difference CA. 
Thanked h e  caller for taking time to let me know and assured 
her the Operator would be coached. No follow up. 

Customer received ans. mach. msg left by CA 1E41F giving an 
e-mail address. Customer couldn't understand the e-mail 
address, couldn't distinguish "M" from "N.  "D" from "T" etc.; 
therefore, couldn't contact the TTY user via e-mail. 

"I was talking to lady then end five to last nine wrds mess 
letters. I asked him to repeat still can't read few words before 
she hung up. I talked for over five minutes was fine" Customer 
wanted to know what was said and asked to speak to CA. I 
apologized for the problem explaining that relay is bound by 
strict confidentiality rules and that wa can not provide that 
information. I further explained garbling is usually due to 
vibrations within a persm's environment and referred them to 
the manufacturer. I ais0 iet them know I will inform the agent 
supervisor for follow up. No contact requested. 

Date of 
Resolution 
10/12/04 

09/28/04 

1 0/04/05 

Explanation of Resolution 

I spoke to the operator. Since 
this mp ia in t  was sent to the 
wrong center and did not reach 
our cmter until 1014. the call was 
not remembered. Operator 
stated that She types everything 
as it is happening and that is 
probably what happened. 
Reminded to ask for supervisor 
assistance in the future if 
anything is going m n g .  
Customer was asked to Cali 
back. He refused. Told him wa 
will coach CA to distinguish 
letters that are often mixed up; 
Such as, M. N, D. V, etc.. and 
Customer said that would be 
great aea. Customer was happy 
with our discussion 8 soiution 
CA followad proper p-dum. 

late Generated: TUB, Jun. 7th. 2005 @ 08:11:21 AM CT 



Complaint Tracking for NC (10/01/2004-10/31/2004). Total Customer Contacts: 0 

Date of Compl. Nature of Date of Explanation of Resolution 
Complaint Resolution I 

Date Generated: TUB. Jun. 7th. 2005 @ 08:13:00 AM CT 



Date of 
Compl. 
11/04/04 

Dale Generated: Tue, Jun. 7th. 2005 @ 08:20:38 AM CT 

Nature of Complaint Date of Explanation of Resolution 

Custmer slates that when she made a call 
using mis agent. the person she wiled was not 
able to hear her voice on the VCO call. 

Resolutim 
11/01104 Thanked for letting us know and assured that me 

complaint would be sent in so that the problem 
could be investigated further. Met with CA and 
discussed importance of clear voice and bold CA if 
custmer can't hear her to illcrease volume of 



Complaint Tracking for NC (1210112004-1213112004). Total Customer Contacts: 1 

late of 
hmpl. 
12/04/04 

Nature of Complaint 

VCO user was very upset about his phone number not being 
branded. Wanted to know who took the brand Off and why. I branded 
his number VCO. Explained it was only in his customer notes that he 
was a VCO user. Caller wants to know why he was no longer branded 
and who twk  it off Requests a response by letter to explain why his 
number is M longer valid. He said he's been using relay for a while 
and now for the past 3 days he can not place a call smoothly. Please 

Date of 
Resolution 
102/04/4 

Performed 

Supervisor Kim 1370 
branded VCO usem 
number. Customer 
sewice please follow up 
with letter to this 
customer as to why his 
branding was removed 
previously or if it ever 
was. Thank you. 
Am has foilowad up with 
this customer and the 
customer is happy with 
the change. He will 
contact us if he has any 
futther problems. 

)ate Generated: Tue, Jun. 7th. 2005 @ 08:21:08 AM CT 



)ate of 
:ompl. 
l1/10105 

)1/21105 

Complaint Tracking for NC (0110112005-0113112005). Total Customer Contacts: 2 

Nature of Compiaint 

Customer said agent 1478 misundestmd what the hearing 
person was saying. The hearing person said the friend was 
going to the VA Hospital and agent typed person was going to 
High School. Customer thinks it is the agent's responsibility to 
ask the wrson to repeat if they do not understand and there is 
no excuse for errors wining from that center. Customer also 
said Supervisors never follow up when a follow up is 
requested. I apologize for the inwnvenience and gave the 
customer the AM's number. 

Customer Complaint: Representative fmm Saial Security 
placed call to Client and during the call me CA was yawning 
and sighing, then hitting the mute button many times. Kept 
saying, 'just a minute", and did not speak dearly enough for 
the caller to understand a dollar amount $25.00. At the end of 
the call caller asked CA how to end the call. and told her. 'call 
complete". Thanked Caller for informing us and toid her the 
report wu id  be sent to supervisor. No follow up requested. 

Date of 
Resolution 
01/10/05 

01/21/05 

Explanation of Resdutiin I 
Carole several tmss, at a4ferent 
times dbr ng Ihe nay lo follow dp 
wlth Ihe reSolo.tion ana lo made 
Sure she *as a&are that wa have 
lollowao JP on her wncerns 
Cdslmer was given my phone 
numoer and she wn wntacl me 
dlrecily 11 me msnes *iI 

wndmed by agentt respecbde 
sdpervisor and OdnnQ the last 
segmenl of Ins call mere ware 
no ndicalion 01 yam.ng nor 
s ghing on tnal w I Agenl Llilized 
proper pac ng Iechniqms Agent s 
enunciaton ware clearly 
Lndentandaole Agent was 

late Generated: TUB. Jun. 7th. 2005 @08:24:43 AM CT 



Complaint Tracking for NC (02/01/2005-02/28/2005). Total Customer Contacts: 4 

)ate of cwnp\. 

)2/01105 

)2/11/05 

02/15/05 

02/15/05 

4ature of Cwnp\aint 

Business customer states the marator was rude. The 
3pBraIor redirected her several nmes. but her method was 
mondescendmp The TTY inbound was attempling 10 
rcheodle an appt a1 meu salon The wslunei explained 
she's had redy calls on the past. out mlr operalo<s tone of 
#OICB and impalience was disluming The operatoh 
nnexibihty caJsed confusion to Ihe person uy.ng to 
xhedu.e an appointment Apologized No 101 ow LP 

4pmx 1215 pm Jennder States mal apparently Saneone IS 
AM r e a  to access IO ner Celld,ar ohone acmdnt She 

~ ~ ~, ~ ~~~~~~ ~ ~ ~~ 

i n t e d  to know if it came from a rei& user or a relay 
agent thru Sprint Relay. The date and time of the calls that 
Mas placed was not made by Jennifer but an impostor 
:iaiming to be her. The calls ocwrred on Feb 3rd and 4th 
:unsure of time). On the 3rd several calls ware made at 
1031p. 515~.  620p. 623p. At 644p a person by the name 
,f Connie interpreted the call. She also wanted to know if 
agent 12578 seems to be a recognizable agent number 
assigned to Sprint Relay. US cellular is investigation this 
and Jennifer would like Sprint Relay to be involved. Follow 
IP needed 

At 820 am the VCO customer stated that when this agent 
1392 dialed out the number given. she would received the 
phrase. %talk disconnected" She asked the agent to redial 
and received the same phrase. The wstuner then tried 
the same number with a different agent and that agent said 
nothing abwt the static. The customer didn't know if there 
was really a static or if the agent didn't want to take the 
call. Apologized to the wstomer and assured her mat this 
will be looked into. No Foilow up necessary 
VCO custcmer unable to dial MI number via Relay. Relay 
operator hears recording 'invalid area code" (apologized 
for pmblem advised Trouble Ticket & urnplaint would be 
filed placed test call from Customer Service desk phone to 
problem number and able to get t h ~  without a problem 
calls will not go thru sp~ci fc call Center and successful thN 
other Cali Centers details listed in TrWbie Ticket) T.T. 
100237541 1 CustMner requests contact from account 
manager ASAP 

7 

Dated 
Rewiulion 
02/01/05 

- 
02/11/05 

02/15/05 

05/10/05 

Explanafan of Resolution 

Followed up with this agent 1772. 
According to the agenr the voice person 
was very disruptive and continued to 
speak directiy to the agent. Agent 
continued lo redirect the cailer. Agent 
also staled that the TTY customer has 
disconnected that Cali and that agent 
tried to relay the message before the 
outbaund get disconnected. Agent 
acknowledged that she may have rushed 
through at the end of the Cali. Agent was 
coached on the imporlam of Mice tone 
and be mnsclous of 
Apologoed for the inconvenience and 
assurea ner thal , will lorward this to 
proper Sprint personnel and NC Sprint 
Account Manager for further 
investigation and that she should be 
expecting a call from either With an 
understanding that they may request 
further information to get lhis issue 
resolved. I also instructed her to 
document calls if the problem Continues 
and get in touch with Sprint act mgr 
Kevin Earp. (his number was provided to 
her) Corporation security has been 
contacted. Forwarded this info to Emma 
(Sprint) for follow up. Trich Shipley 

Account Manager contacted the 
customer and asked if she has been 
contacted by any more callers. she 
indicated she had not. She does not 
mind having relay calls but d w s  not 
want saneone use her name. I toid her 
this was something that wa did not 
approve of and thanked her for 
contacting us. I also toid her to feel free 
lo contact us if She should ever come 
across this situation again. She was very 
grateful for the follow up and appreciated 
what wa did. I will proceed to close 
contact 

Followed up with this agent and the 
agent stated that she did heard a loud 
static and then the line itself 
disconnected. Agent redialed per VCO 
request and reached static again. Agent 
acknowledged that She may have typed 
something similar to what VCO have 
mentioned. Agent was coached to use a 
better phrase. 
Caiied to let customer know that VerkOn 
fixed the issue. Our technicians made 
test Calls and did not encounter any 
proolems Tnis case 8s cosed AM 
IO~~OWBD ~p wlh customer and thawed 
tne customer for mntactlng LS AM gaie 
tne customer nls phone n.moer In case 
prob.ems WnLnLe 

Date Generated: Tue. Jun. 7th. 2005 @ 08:26:03 AM C l  



Complaint Tracking for NC (03/01/2005-03/31/2005~. Total Customer Contacts: 5 

late of 
Sompl. 
33/12/05 

)3/15/05 

- 
13/17/05 

13/18105 

)3/24/05 

4ature of Complaint 

I C 0  user 8s unab.8 to place a local ca I. the campuler 
1efaJds 10 mud paw. ~ 1 ~ e t . t  eft Wnen oJplcaLng me call 
vtn  agent It w e e d  Ane. men dLplrat,ng the call m RCS 11 
mugnt tne wndow. unable to place Gal Aqoicg,zea TT 
002428713 FoIIo+,-dp reqmsted 

:ustomer stated she wanted to make a call, told agent if 
inswering mach comes on she wanted to leave a message 
v/out redialing. She stated the agent asked her who she was 
aliing and was the person on the frequenuy dialed list. 
:ustomer felt it wasnl approprate fw agent to ask who she 
MS calling because it was none of her business. Customer 
.kited h e  operator then dmied a number and had not been 
~mvided with one yet. I apolcgzed for the inconvenience 
n d  stated this mmplaint would be forwarded to appropriate 
upervisor. Wan& flup at number listed above. Customer 
muld answer ph. no name given. 

:ustoner stated spelling was terrible. too many errors. 
rpolcgized for the inconvenience, stated complaint will be 
xwarded to appropriate supervisor. Wants follow up at 
lumber listed. 

)perator wasn't gNmg Ins message m m b y ,  50 had to 
speal again and again on my VCO cail Tnanhed CLSIomer 
n ner cammen& She would I ke lol.o* -p 

1C VCO user daughter tells her there is an echo In the 
iackgmund. on relay calls in that center. Daughter has 
alled other & with no echo on h e  line. Apologized for 
Iroblem, ietSng customer know I will inform the relay 
dnicians to look into h e  issue. Customer dces want 
antact fmm Relay Account Manager. 

- 
Date of 

Resolution 
03/12/05 

- 
04/03/05 

03/18/05 

03/24/05 

- 

Explanation of Resolution 

Terrie. RCS. 3/12/05. VCO user is 
unable to place a call from 704-827.6535 
(Frank) to 704-365-0744 (Mary). In the 
drop down we have MCI. in the notes we 
have MCI but when you dial, the window 
pops up asking for third party, colkct etc. 
I did a test call through agent 3003 and it 
wokeked fine but when I duplicated h e  
call in CS the call would not go through. 
Frank would like a response by fax at the 
same number. 704-827-6535. 

AM has tried to contact the consumer 
through Fax and through VCO. He has 
not ansvmred the phone nor responded 
to my fax. If the consumer continu- to 
have problems. I advised him in the fax 
to contact me and we will issue a TT  At 
present time. we will proceed to close 
this contact. 

Met with operator and she understood 
the correct pmcedure and will clarify as 
needed. 

I informed the customer that the agent 
has been coached and would follow the 
c m c t  procedure and wiU clarity as 
needed. Customerwas satisfied. 

Talked wl agent. stated she did make a 
few mistakes but followed them with 3 
X s  which is mrrect procedure. Advised 
the agent to use paing phrase if having 
trouble keeping up, that will cause less 
errors. 
Talked with customer and I stated the 
agent was met and advised to use 
pacing phrases if voice person is talking 
lo fact which would cause less errors. 
Customer was satisfied with resolution. 

Operator was pulled immediately for 
roaching. Reviewed call procedures. and 
reminded the operator to be extremely 
careful and attentive on ail calls. 
Customer contacted 3/18 and aiven the - 
above .nlonnatlon 
I nave mtacteo Car0 several hmes and 
nave not ha0 any SLCCBSS in reacn.ng 
ner .am C,os.no this and nODB d me naS - ~r~ ~ ~ 

. ~~ 

any problems in the nearfuture. she can 
contact us back. Kevin Earp 

)ate Generated: Tue. Jun. 7th. 2005 @ 08:27:38 AM C l  



late of 
:ompl. 
)4/0YO5 

)4/10/05 

)4/10105 

04/14/05 

04/24/05 

Complaint Tracking for NC (04/01/2005-04/30/2005). Total Customer Contacts: 9 

lature of Complaint 

i voice cell phone customer called to complain that when 
,ha dials 71 1 or me NC Relay number at 1-800-7.1C8200 
v1 her cell phone. it consistently answers TiY/hSCII. 
rhich uses up her minutes. She says this used to nevel 
iappen befwe; it always used to answr voice 
nmediately. Apologized to customer. Opened 
7#1002473852. Follow-up requested at number given 

N user was upsel because Agent 7791F told him that he 
auld not place an INTL call through his LD carrier Bell 
iouth. The Agent toid him that he could only use Sprint to 
#lace an INTL call. 

:ustmer is VCO and states IhaI agents cannot hear her 
living the number to dial and hang up on her. The brand 
i h m  at TTY and would not %itch to VCO brand answer 
ype but keeps switching back to TTY This is the 
:uslanets residential phone line and needs switched to 
;how the VCO macro correcUy as it b Showing Cleally in 
he call notes but auld not be switched internally in the 
h s w r  Type. RCS response: Thanked the customer for 
etting us kcow and assured that a muble ticket would be 
ient in to fu the problem. Call back requested 

TTy customer Ken Franks stales he has had garbling 
ssues fw  the past 2 months now with FL Relay and now 
his evening once with NC. He has had the TIY exchanged 
md uses a new TPI. In this instance his mother called lo 

Date of 
Resolution 
04/05/05 

04/10/05 

04/10/05 

04/15/05 

04/26/05 

Explanation of Resolution 

I contacted customer and informed the 
customer that there was a problem Mth 
our ani.dat files and WB have updated it. I 
explained there should be no more 
problems wilh her service and she should 
be able to contact directly without having 
to go through a TTY or ASCII line first. She 
was pleased and wa will proceed to dose 
contact. 
Reviewed proper call pmcessing with the 
agent and the importance of spelling 
words correctly. Foilowup call was made 
at 1 :15pm on 4-1 1-05, 

Apo.cgized 10 custaner for the agenl not 
knowng prCC8dJleS and lned lo place the 
PA I for tnem usmo Be.1 Soulh We reacned s _ . ~ . . ~ ~ ~ ~  ~ ~~~ ~~ 

a recording stating that the call muld not 
be placed as dialed. The TTY user said he 
gave us the mrrect number. We tried 
several times and kept getting Me same 
recording. Offered OSD and Customer 
service lo TIY user. He did not want to be 
kansfe4red only wanted to le1 us know of 
the Agent telling him he had to use Sprint 
to place an INTL call. No follow UP 
requested. 

Reviewed International call processing 
with the agent. Supervisor t ied lo assist 
agent with the call but L wuld  not go thru 
and reached a similar recording. Informed 
agent that if having issues in the future. to 
continue to get a supervisor and fill out 
trouble tickets if needed in Me future. 

Reassigned to AM. 

rr i002495514. Tech did CDR search and 
detenined that caller was not using the 
dedicated VCO number for NC. Customer 
should use that number to ensure she 
reaches a kained VCO agent to process 
her call. 

I contacted the cusbnner and informed her 
that she needs to use me VCO number 
when calling VCO. i also infoned her that 
she can contact customer service and 
have her number branded as a VCO 
number which would indicate future calls 
will be branded as a VCO user. She was 
pleased with our service. Will p m w d  to 
close contact. 

Ca led on Aprd 271h at 5 Pm and left a 
message wlln my 866 410 5787 x 55568 
offce hour's phone n-moer Camd again 
on may 13 2005 an0 left a message mln 



04/27/05 

34129/05 

l4/29/05 

)4/29/05 

iim (voice to TlY) and they expienced garbling. RCS 
ipologized for problems and entered another TT. Foilow up 
equested by Acmunt Manager. 

4C caller uses TrY 8 VCO complains her friends report 
hey are unable to hear her. Customer feels there are 
echnkal issues within me TX call center with 7 series CA 
D bs. Custamer feels this is affecting the quality 0: 
ie~ice. Apolqlized for problem explained I will enter a 
equest for technicians to kck into the issue. Entered TT 
!521382 Customer does want contact 

:JSlWWrasked to S p a k  to SJpeNiSOr to r0poV lhat CA 

US1 k0Ol NDlnO and NDlnO Vhen ne Was 1N.m to MCB 
'709 would not follow h.s msnctions He said mat me CA 

nore instr;;ctions. I &pl&ed mat me CA h i l d  not be 
ible to hear his instructions if they were typing but he said 
he CA was not cooperating and wanted to reporl hls 
rustration. I said I would pass thii infonation to the CA's 
,uwfviscf. He then asked to make another call and did not 
vant any IOIIOWJP 
t NC VCO customer called lo say mal h e n  ask the relay 
o dial the re~ouested numoer it comes bac~ wim UU, ~~ ~.~ ~ ~ 

lumber blocked and her number blocked also. She says 
hat neiiher number is blocked. RCS Apolcgized for the 
imblem and CS did tly the call thN the NC Relay and got 
he message abaut the number being blocked. TT entered. 
lo  Contact requested 
lC VCO user complains hir call was refused by a 
:ompany who does not take any relay calls. Customer 
isked if this is against the law as he had wasted 20 
ninutes trying to get through to do business with them. I 
ipologired suggesting he contact the ADA for advice. 
:ustomer plans to mntact Account Manager. 

- 
04/27/05 

- 
04/29/05 

my 866410 5787 x 55568 and asked 
again for a call back. CustMller has not 

open it in me future if he makes contact 
again. 

Reassigned to Accounl Manager. 

called back. We will W e  contact and 

I contacted consumer several times and 
left messages but she has not antacted 
me or answred my calls. I have followed 
up on the Trouble ticket and It appears the 
issue has been resobed on Sprinrs end 
with the tech support contacting and 
speaking with the consumer themselves. 
There was a problem with the hsadset of 
the operator and this has been rectifd. I 
will prccwd to close custciner contact. 

Coached agent on the importance cd 
following customer instructions and to 
promptly respond to the customer. Agent 
did not remember the incident. but dd say 
she understocd the importance of 
follwving cusmer  instructions. It is 
understwd that if the agent is typing. there 
is no way for the agent to be able to hear a 
vco customer voicino. 
There is no contact information. I am 
unable to ccntact consumer. Will dc%e 
comDUnt. 

The consumer &@ad US and YIO have 
refened h.m to contact the NC Divsan  d 
S e ~ i c e ~  for the Deaf and Hard of Hearing. 
I also explained that we have developed a 
Don't Hang Up kit for situations like this 
and the Local Regional Resource Center 
will be more than happy to assist him with 
meeting with the company that hung up on 
him. He was thrilled and will be in touch 
with me in the future should he have 

Date Generated: TUB. Jun. 7th. 2005 @ 08:28:13 AM CT 
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Complaint Tracking for NC (05/01/2005-05/31/2005). Total Customer Contacts: 2 

Nature of Canplaint 

Customer was unhappy wilh the agenrs typcs 
and misspellings (which ware verified by me 
supervisor). Thanked the customer for letting us 
k n w  and w would follow-up with this agent. 
The customer would like follow-up via phone. 

Date of 
Reso luh  
05/05/05 

typing and was told .I told you to wait: Voice 
person to(d agent "you are u1B rudest agent I 
ever had" -agent replied "congratulation." Also 
very long pauses. 

Explanation of Resolution I 
pacing voice - voice wu ld  not slow down. 
Typed in ()...she could not keep up. Agent is 
working on it. Keep pacing. 'called cusbmer 
back on Y12/05 - at 4:30 pin. Explained lhat 
agent was coached and will do better next 
time. CustMler mpia ined that agent would 
hang up if She quested their ID nbr or for a 
supewisor. sad she would continue to make 
complaints for poor SBNiCB. We thanked the 
customer for her inDut and encwraaed her to - 
keep us informed. 
Spoke with the Agent and lhe agent indicated 
lhere was a lona Dause. The Derson on the 
other end said &ngratulation and lhe agent 
relayed the message. The consumer thought 
it was the agent talking when it was the other 
palty. Explained this to lhe customer the 
customer I understood. 
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NC Captel Contacts - 2004-2005 

16/23/04 

)7/14/04 

)8/02/04 

3/10/2004; 
Y18/04 

)8/16/04 

)8/30/04 

i 0/14/04 

11/02/04 

Echo Sounds 

Sound Quality: Static; 
DiswnnecVRewnnect during 
calls 

DiswnnecVRewnnect during 
calls 

DiswnnecVRewnnect during 
calls 

DiswnnecVRewnnect during 
calls 

DiSwnnecVRewnnect during 
caiis 

DiswnnecVRewnnecl adring 
ca& Caption.ng Speed 

6/25/04 

7/16/04 

3/4/04 

3/1012004: 
3/18/04 

)/I 6/04 

3/30/04 

10/14/04 

11/3/04 

between a CapTei phone and a traditional phone. Explainec 
to customer why the disconnections might be occurring and 
sent emaii w/ tips to minimize diswnneCtions. 

Sent customer information explaining why echo may occur 
and also lips to reduce lhe occurrence of echo. 

Sent customer email asking for mare information. Sent 
customer information explaining the difference between a 
CapTel phone and a traditional phone. Explained to 
customer why diswnnection/rewnnection might be 
Occurring and sent email with tips lo reduce their 
occurrence 

Tech support provided customer with a software update. 
Captel Custmer Service sent an emaii of common causes 
of disconnectlrewnnect. Ongoing tech supporl is available 
to the customer to help troubleshoot cause. 

Went lhrough troubleshooting with customer and gave tips t( 
customer to alleviate disconnections. 

Sent customer information explaining the difference betweer 
a CapTel phone and a traditional phone. Explained to 
customer why diswnnection/rewnnection might be 
occuning and Sent email with tips lo reduce their 
occurrence. 

Sent wslorner information explaining the difference betweer 
a CapTel phone and a traditional phone. Explained to 
custmer why dimnnectimlrewnnection might be 
occurring and Sent email with tips lo reduce their 
occurrence 

Sent suggestions for alleviating diswnnecVrewnnectiOn. 
Enabled visual display prompt to indicate incidence Of 
diswnnectionlreconnection. Sent information on captioning 
process and protocol. 



11/03/04 DisconnecVReconnect during 11/3/04 
calls 

01/03/05 DTMF Tone Interference 1/3/05 

03/28/05 Inability for CapTel users to 3/28/05 
reach the data toll free number 

03/28/05 Inability for CapTei users to 3/28/05 
reach the data toll free number 

03/28/05 Inability for CapTel users to 3/28/05 
reach the data toll free number 

03/28/05 Inability for CapTel users to 3/28/05 
reach the data toll free number 

I I  

Sent w s t m e r  information explaining the difference between 
a CapTel phone and a traditional phone. Explained to 
w s t m e r  why dismnnectionlrewnnection might be 
occurring and sent email correspondence with tips to reduce 
their ocwrrence. 

Tech suppod adjusted DTMF interference with custmeh 
voice mail system. Immediate resolution provided. 

Contacted toll free nehwrk managers and they resolved the 
problem at their end. Customer service representative 
confirmed with customer that they are able to make calls. 

Contacted tdi  free network managers and they resolved lhe 
problem at their end. Customer service representative 
confirmed with customer that they are able to make caiis. 

Contacted toll free network managers and they resolved the 
problem at their end. Customer service representative 
mnfirmed with customer that they are able to make caiis. 

Reported problem to toll free network provider. Problem 
resolved the same morning. Customer service 
reoresentalive wnfirmed with wslomer that they are able to 
make caiis I 1  

04/20/05 

5/3/05 

5/3/05 

5/5/05 

5/12/05 

DisconnectionlReconnection 4120105 Explained to customer why disconnecVreconnection might 
during call be omrr ing and sent tips to reduce their occurrence. 

DiswnnectlReconnecl during 5/3/05 Explained to customer why diswnnectlremnnect might be 
Calls occurring and sent email with tips to reduce their 

occurrence. 

DTMF Tone Interference 5/4/05 Tech support adjusted DTMF interference with CuStmeh 
voice mail system. Immediate resolution provided. 

Dialing Issue 5/5/05 Technical Support corrected regional 800 number so CapTel 
user can successfully make captioned call to 800 number. 
Remedy provided. 

Billing l h u e  5/17/05 Explained billing situation to customer. - 






